Introduction
Contemporary society is transforming driven by a service-dominant logic (Lusch et al., 2007; Vargo and Lusch, 2008) and enabled by-and often dependent upon-information technology (IT) (Kallinikos, 2006; Rönnbäck et al., 2007; . This view stipulates that value is co-created during the interaction between the IT service provider and the customer (Prahalad and Ramaswamy, 2004; Vargo and Lusch, 2004) . Information technology (IT) plays an essential part in service transitions-a recent trend that implies the provision of advanced product-based services and solutions that replaces a traditional product offering. Indeed, new technological developments following products digitalization (Bharadwaj, 2000) have direct implications for understanding of the central role of IT resources in such service transitions. We argue that IT service value is co-created, realized and assessed in the context of the simultaneous production and consumption process. Research on the co-production of services between the customer and provider has traditionally been anchored in user interactions with IT as a key driver in service innovation (Alter, 2008) , with a focus on new service concepts and the redesign of existing services Lyytinen and Rose, 2003; Chesbrough and Spohrer, 2006) . However, existing research has paid less attention to understanding the conditions under which organizations successfully adopt new IT into their operations and how IT services are built on such IT platforms. This shortcoming in current theorizing about IT innovation is a reflection of the more general trend within research to treat IT as a "black box", disregarding its nature and use (Orlikowski and Iacono, 2001) . To address this limitation, scholars have recently begun to examine materiality issues associated with IT (Jonsson et al., 2009; Leonardi and Barley, 2008; Orlikowski and Scott, 2008; Zammuto et al., 2007) , targeting how IT provides "opportunities for and constraints on actions" (Leonardi and Barley, 2008: 162) . Since the trend towards servicedominant logic is gaining momentum (Lusch, Wargo and Willcocks, 2007; Vargo and Lusch, 2008) we need to understand first how firms cope with IT adaptations and second how such IT adaptations can lead to service adaptations.
Reflecting on the rapid technological advancements there is an emerging understanding in the business and management literature that IT resources can serve as an enabler of service transitions and ultimately as a source for sustainable competitive advantage (Wade and Hulland 2004) .
In analyzing these processes we build on the theory of technological transitions (Geels, 2005; Geels, 2007) . Geels coined the term 'technological transitions' to address the ways in which physical artifacts, organizations, legislative artifacts (e.g. laws) and macro-structures are combined and co-evolve (Geels, 2005) . As noted by Geels (Geels, 2002; Geels, 2005; Geels, 2007) an interpretive case study (Klein and Myers, 1999; Walsham, 1995) of the IT-based services provided by Weilgo, a large public IT firm providing a wide variety of products and services such as consulting, system integration and outsourcing. In particular, we focus on a team in the Swedish part of the company, whose key activity is to provide and maintain administrative portals for their customers.
Tracing the technological transitions and associated service transitions at Weilgo over a ten year period, we argue that today's pervasive digitization amongst Weilgo's customer base ushers in a new type of platform architecture：the layered modular architecture (Yoo et al., 2010) . We posit that this new architecture is a result of a technological transition that is not easily followed by a service transition building on the new platform architecture. To this end, the new platform architecture provides the platform owners with profound challenges in the ways that firms organize for service innovation.
The remainder of the article is organized as follows. We will begin by describing existing research on IT services, followed by a description of Geels's theory of technological transitions as our theoretical lens. We proceed by presenting the method section followed by a detailed case description, outlining the IT platform evolution at Weilgo over a ten year period and the associated services and barriers associated with service provisioning.
Related Research
This section develops two concepts that are central to the research：(1) IT services and (2) technological transitions. The first section explains the concept of IT services and locates it within innovation studies literature. The second section outlines Geels's theory of technological transitions as our theoretical lens.
IT Services
Services can be narrowly defined as intangible events that are consumed by the end-user and do not require any further processing (Grönroos, 1990; Grönroos, 2001; Quinn, 1992) . This traditional definition of service, focusing on the distinction between products and services has recently been challenged due to technological developments where IT has fundamentally changed the way services are being conceived, developed, and delivered (Rai and Sambamurthy, 2006) . IT has not only become an enabler of new services, but also a scope changer for existing ones Chesbrough and Spohrer, 2006; Lyytinen and Rose, 2003) . Vargo and Lusch coined the term "service-dominant logic", as opposed to a product-dominant logic, and they define service as the application of resources for the benefit of another (Vargo and Lusch, 2004; Vargo and Lusch, 2008) . The co-creation of value is the central part of a service (Maglio and Spohrer, 2008 ) and the co-creation and customer-determined benefit of services make them inherently customer-oriented and relational (Vargo and Lusch, 2008) .
Since the combination of resources that constitute a service can be fairly complex and what a service actually is, is not always apparent (Vargo and Lusch, 2008) . Maglio and Spohrer used the term "service system" to address the compositional aspects of services (Maglio and Spohrer, 2008) . A service system "… represents any value-co-creation configuration of people, technology, value propositions connecting internal and external service systems, and shared information (e.g., language, laws, and measures)" (Maglio and Spohrer, 2008 ).
Alter (2010) defined services as "acts performed for someone else, including providing resources that someone else will use." .
Since focus within the IS field is on "describing, evaluating, and improving IT applications and IT-reliant systems in organizations", Alter concluded that the need for stressing a distinction between product and service is of less importance .
Service management research has focused on a wide variety of issues, ranging from service demand (Basuroy, Chatterjee and Ravid, 2003; Bolton and Lemon, 1999; Sawhney and Eliashberg, 1996) and service pricing (Danaher, 2002; Shugan and Xie, 2000) to guarantees for service delivery (Moorthy and Srinivasan, 1995) and employee incentives (Hauser, Simester and Wernerfelt, 1994) . In their description of the new "service science, management, and engineering (SSME)" science, Bardhan et al. presented sev- eral areas where advances in technology have increased the managerial challenge (Bardhan, Demirkan, Kannan, Kauffman and Sougstad, 2010) .
Technological Transitions
History will tell us that radical technological change in an industry entails a discontinuous shift to an entirely new base of technological knowledge and also a potentially superior price/ performance trajectory (e.g. Dosi, 1982; Tushman and Anderson, 1986; Abernathy and Utterback, 1978) . This is arguably particularly evident when it comes to the challenges that incumbent firms face in relation to technological transformations.
History has shown how incumbent firms often respond successfully by entering new technological subfields (Mitchell, 1989) or by developing innovations and capabilities that allow them to survive radical technological transitions (e.g. Ahuja and Lampert, 2001; Tripsas, 1997; Rothaermel, 2001) . Previous research has shown that incumbent firms can emerge as the winners after a major technological changes by delevoping complementary assets or dynamic capabilities (e.g. Tripsas, 1997; Teece, 1986) . These dramatic shifts in technology are potentially "competence destroying" (Abernathy and Utterback, 1978) , forcing firms to make major transformations, including acquiring new knowledge and capabilities (Abernathy and Utterback, 1978; Christensen and Bower, 1996) . Researchers have also found that technological innovations can usher in "eras of ferment" characterized by rapid innovation, emergence of new competitors and high uncertainty (e.g. Abernathy and Utterback, 1978) .
Although some research on the challenges associated with rapid technological changes has considered the socio-technical influences on firms' response to technological change (e.g. Christensen and Bower, 1996; Sull and Tedlow, 1997) , research in this area has largely overlooked the complexities associated with technological transitions. An exception can be found in the work on transition management as a mode of governance that aims to resolve persistent problems in societal systems. The basic premise in this area of research is that socio-technical development requires transitions (Geels, 2002; Geels, 2005; Geels and Schot, 2007) .
<Figure 1> Dynamic Multi-Level Perspective on System Innovations (Geels, 2002：1263) Following Geels (Geels, Geels, 2005) The transitions literature focuses on a complex nested hierarchy of structuring processes (Geels and Shot, 2007) where changes within a regime tend to be incremental and path dependent. Since regimes tend to produce incremental innovation patterns, and more radical changes originate in niches, the quality of incremental innovations subsequently generated within a new regime will typically be radically different to those under the preceding regime. Both niches and regimes are situated within a broader landscape of social and physical factors that provides a macro-level structuring context. These levels interact and, over time, the rise of re-gimes can be influential on broader landscape developments.
Given this theoretical background, we set out to develop a transitions perspective by building on an interpretive case study (Klein and Myers, 1999; Walsham, 1995) Over the ten year period that this study entails, the company as a whole as well as The Team in focus of our study, has gone through a lot of changes. When it comes to members, the development team has grown over this ten year period from being two consultants at the start to three and four and eventually to the current size of 15 consultants. 
Data Collection
The data collection during this retrospective longitudinal study was conducted using a combination of several different data collection techniques and data sources. Data collected in an initial focus group session and interviews formed the base for temporally ordering the events. The key events in the ten year period of the case, was then revealed using a combined iterative process of interviewing and identifying conducted between the insider and outsider external researchers (Coghlan and Brannick, 2001 ). The insider researcher, who also is the first authors of this article, is a project/maintenance manager within The Team under study, thus enabling total access to the company and data sources. As an initial activity, the outsider researchers interviewed the insider researcher and asked ques-
<Table 1> Description of Data Sources

Data Sources Description
Focus group One focus group session was conducted with three team members plus the insider researcher and one of the outsider researchers. The session was recorded and transcribed.
Formal interviews Eight formal interviews were conducted. Each interview lasted approximately one hour and they were all recorded and transcribed.
Open-ended, semi-structured interviews
Daily informal discussions that the insider researcher held regarding the services provided. These informal discussions provided insight into everyday practices at the company. These discussions were documented in field notes by the insider researcher.
Proposals
Ten of the proposals made during the study period were recorded, including both approved and rejected proposals, which all contributed important information to the study.
Contracts
The six contracts made during the study period were gathered.
Meeting minutes
The formal minutes of monthly and weekly meetings between the management group and the internal team groups were recorded, in total 200 sets of minutes.
Email conversations
Email conversations between the project manager (the insider researcher) and internal and external stakeholders during the study period were collected, amounting to approximately 1,150 emails.
Presentations Presentations used to describe the team's offers to internal and external stakeholders during the study period were collected, in total 40 presentations. 
Results
In this section, we present the findings of the study of a Swedish team at Weilgo, whose key activity is to provide and maintain administrative portals for their customers. 
Platform/Technological Development and Transition Barriers
In this section the platform development are described. Each phase description is followed by a section that describes the transition barrier for that phase.
Phase 1 (2001～2004)：Product Ownership
In early 
Transition Barriers Phase 1
The environment at the unit provided little support regarding product and marketing strate- that was supposed to be provided to the infrastructure management department lacked strategic elements aimed at developing the solution/ service. Somewhat naive product thinking by the infrastructure management department created a strategic vacuum that was not identified by all parties until many years later. 
Phase 3 (2005～2008)：Product Ownership
Discussion
In this article, we addressed the following outlining an overview of the platform evolution at Weilgo, the service provisioning evolution and the associated barriers to service provisioning.
Nils-Petter Augustsson․Jonny Holmström․Agneta Nilsson
We can see clearly how the results underscore how challenging it is to make the service transitions associated with the evolving IT platform in a knowledge-intensive, fast-growing and dynamic industry. The case thus illustrates how service evolution, which refers to the process by which services are provisioned based on IT platforms, is difficult to manage.
Conclusion
In 
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